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Appendix 1

Questionnaire
(English)

THE QUESTIONNAIRE
CUSTOMER’S SATISFACTION TOWARD SERVICE AT KANTANG
HOSPITAL, KANTANG DISTRICT, TRANG PROVINCE

To Respondents

My name is Tichakom Thahanthai. | am studying for my Master’s degree in the field of
Health System Development at the College of Public Health, Chulalongkom
University. My thesis purpose to access the customer satisfaction toward health cares
service at Kantang Hospital. The result of this research lead to setting plan and
development for the highest of your satisfaction in service you will get forward.

This all your reply, the researcher keeps in secretary and use it for improvement and
academic knowledge only. Therefore, your replies have not effect to your treatment. |
would like you sign on the bottom this form,

Thank you for taking time to complete this questionnaire

Tichakom Thahanthai
MPH student
The College of Public Health, Chulalongkom university
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Section 1 General Data (Socio-Demographic Characteristics)

1. What wards you admitted ?

l.( ) Male 2. ( ) Female 3. () Postpartum
2. What beds you occupied ?
l.( ) Ordinary 2. ( )Extra
3. Sex
L ( )Male 2. ( ) Female
4, AQR .o years
5. Status
L () Single 2. () Couple

3. () Widow/Separate

6. Education level

L () Primary school and lower
3. () Certificate/Diploma

1. Occupation
L () Agriculture

3. () Government Officer
4. () Company employee
6.( )

Housewife

8. Income per month.......c..ccvn

9. Number of IPD visit
L () First time

3. () Three time or more

2. () High school

4. () Bachelor’s degree and higher

2-( ) Employee

5.( ) Trading/Private Business

2.( ) Second time



10. How many days you admitted?
L()1-2 2.()3-5 3.( )5 daysormore

11. What kind of your priviledge’s card ?
L () Health insurance card ( 30 Baht pay)
2. () Health insurance card ( 30 Baht not pay)
3.( ) Social security card
4. () Traffic accident assurance Act
5. ( ) Support by government
6. () Other....veenen (specified)

12. What the important reason make you shoos service at this hospital?
1. ( ) Convenience
2. () Physician
3. () Quickly services
4. () Old patient
5. ( ) Your friend suggested that there are good services at here.
6. ( ) Modem equipment
7. () The cost are not expensive
8. () Convenient place
9. ( ) Company or employer own shoos
10. () Other..vvvccrien (specified)
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Section 2 Accessibility to care of customer

All of service which you got until you discharged. You got many service follow
direct your opinion “Yes” or “No”

Please put V in the box that shows your level of agreement in “Yes” or “NO”
agreement,

Accessibility \((e)s l(\g;
1

Adequate seating in the Examining Room.

Adequate of health worker.

Adequate Examining Room and proper for patient.
Adequate medical equipment and proper to use.

The lavatories were convenient and proper for patient,
|t was convenient for you to visit this health care sector during it
operating hours.

7. The length of time for visit was acceptable.

8. You knew this hospital by yourself.

9. you knew this hospital by your friend suggested.

10. You could come and go within day time.

11. The connection to staff was convenient.

12. You contacted with staff by telephone convenient.

13. The staffgave you comfortablewhen you need met your relative.
14. You contacted with nurse easily all time.

15, The staff explained details information that you need.
16. You believed the suggestion the staff advised.

17. The doctor seemed very knowledgeable.

18. You had confidant the nurse to take care.

19. You accepted the staffs suggestion.

20. You accepted the new nurse who begin working.



Quality Perception

Ward was cleaned.

Patient room was uncrowned and closely packed.

Wards were not noise disturbed patient.

There was proper light in patient room.

The facilities have arranged easy to use.

The doctor gave you a thorough examination.

The nurse pay attention to take care.

The staff willing to answer your question.

9. The doctor gave you friendly and polite manner.

10. The nurse have a enthusiatied to help when you need.

11, The staff at IPD gave you smiling and willing to service.
12. The staff gave you softness to take care.

13. You have confident to staff.

14, The nurse expressed she willing to help you with her face.
15. You have not worried about a lonely patient.

16. You got a suggestion in hospital’s regulation for use place.

17. Doctor explained about the treatment, which you should get it in this
term.
18. The nurse explained about all steps of service.

19. You got suggestion the proper self care and your disease.
20. You got suggestion about method to take medicine at home.

21. The doctor who examine at first and at ward as the same or he knew
;%atlent s history well.
22. The doctor asked you for follow up your treatment everyday.

23. The doctor explained you about the result of treatment.

24. The nurse asked for follow your treatment before take care everyday.
25. The doctor had a appointment for follow up you after discharged.

26. You feel better when you saw doctor at here every time.

217. You knew well about your symptom, disease and treatment.

28. You satisfied in the result of care eventhough you were not
completed cured.

29. You will come back to see doctor at here again if you have abnormal
symptom.

30. You will suggest your relative to see doctor at here when they have
abnormal symptom.

Yes

@)
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Section 3 The customer’s satisfaction toward service at Kantang hospital.

After you got service at IPD, how strongly do you agree or disagree with the
following health care service?

Please put V in the box that shows your level of agreement or disagreement.

Satisfaction toward Strongly Agree Disagree  Strongly
Health care services Agreed) (3  (  disagree()

1. The convenience for registered.

2. The convenience of the patient for
examined by the doctor at Examining
room.

3. The convenience of admission to IPD.

4. The available room and bed comforted.

5. The convenience for you to visit staff
when you needed.

6. The satisfaction in co-ordination of
admission to IPD.

7. The co-ordination among doctors when
you needed.

8. The co-ordination of sent you to special
examination,

. The co-ordinations among the nurses
for continuing care.

10.The co-ordination of IPD to
pharmaceutical department for got
home medicine.

11.The staff’s courtesy were proper
expressed.

12.The staff gave you honor as a
individual.

o



13.The staff greeted you warmly and were
willing to take care.

14, The staff regard you without
considered your social economics.

15.The staff pay attention and willing to
listen your problem.

16.The staff gave you adequate details all
step of services.

17.The staff gave you the details of the
hospital’s regulation,

18.The staff gave you the details of your
disease and treatment.

19. The staff gave you for self care such as
to take medicine while you were at
home after discharged.

20.The staff gave you a details on the
prevention of danger while you
admitted.

21. You satisfied on the result of treatment.

22.You satisfied in process and quality of
service at this time.

23.The doctor paid attention and Listened
your problem.

24.The medicine you got a good quality
and able to release your illness.

25. You satisfied all of service you got at
this time.

80



Section4 Your recommendations and comments for further improvement of
health care service will be greatly appreciated.

1. How you think this hospital should be improve further.
L1 (7818 QNG CUTE. ovvrvvvssmvnsrnns v cvsins svnssssssssssssssss v ssssssssssssssssssssssssssssens

1.2 Nursing and take care
1.3 Equipment and material for cure and care
1.4 Medicine and medical supplies
15 Dietary for patients
1.6 Place and building .
2. When you necessary to use service again, you will be using it at here or not,
Y 8, DBCAUSE ovvvvvvrersssesscsrsssessssssssssssssssss s st st

No, because



Appendix 2

Questionnaire

(Thai)
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L) 2.( ) 3.( )
L) 2.()

L() 2.( )

..................... (6 1)
L() 2.(0) 1 3.( ) () 1
L) 2.()
3.( ) / a.( ) /
5 () / 6.( ) / ()
1() 2. ()
3 () /7 4.( )
L( )1 2 ~)2 3. ()3
1( )1-2 2.( )3-5 3.( )5
1() ( 30 ) 2( ) ( ., 30
3.( ) a( ) ... 5.( ) 6. )
( )

1() 2( ) 3.()
4.( ) 5( ) 6.C )
7.C ) 8.( )
9.( ) 10.0 ) e,
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